Emotional intelligence in administrative decisions

genmafAes vl # wrgaras giga

UPSC Mains practice « English and Hindi
Use the case to connect listening with evidence, a fair decision and a promise you can keep.
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1 Read the fictional case
1 ShIfeh ISTEUT S

All people, procedures and times below are invented for this exercise. They are not a real case, a
legal deadline or a statement of Indian law.

I e it aafery, ufdhand stk w9 39 3rarg & forg srreafaies €1 ag areafdes e, ST Iaa-HiET a1 YRd™
I o faaror 781 81

The situation. At 11 a.m., a citizen makes a third visit for a certificate. They say it is needed the next
morning and speak loudly, without threats. Two staff members are absent. A clerk urges immediate
approval; another applicant waits quietly. The supervisor feels irritated and embarrassed.

fafa1 gag 11 99 gk ArTies gATOTU o folg st IR SM1aT 81 98 hedT & foh SrTelt g UHToTas 91fgq ok Set

JTATST H ST 8, TR Teh! a1 STl & hHAR! SUAd & | Yeh hAdR! gid HelYl & ohl shgdT &; GURT TG gudard
Ucftel ShedT &1 uiderdh gerenee SR A 7ggd aedl 8l

Given policy. Required checks must precede approval. Complete applications follow receipt order;
pressure alone earns no priority. The supervisor may assign a backup verifier, record a grievance
and give a written status update. An unresolved status dispute may be referred to the supervisor for
review. Eligibility checks cannot be waived; an external deadline cannot be guaranteed.

&1 g3 Hifer) TSt @ uget srrasages Sirw givit | gut et W UTitd-shH | e BIT; eherel &aTa | UTAfHehd ol e |
Widereh 3rfaRed STiaehd! o HehdT &, AR &ot e Gehdl & 3R fafRa R ga1 gepar &1 (AR Faeht Rae =
gefs! dt udidereh & GHIE |l ST ehdlt ¢ 1 UTAT-Siid BISl a1 Sl Hehdl; STt THI-HAT chl TR g1 &1 ST Geh 1|

Checked facts. All required documents are in the paper file, but one document was not indexed.
Eligibility checking is unfinished. Two earlier complete applications are ahead. A backup verifier is
available for all three files. Completion by 3 p.m. is possible, not assured.

SR MQ q2 | G 3TTaTh STV TSI Wigd H 8, Afch Teh a&ardst Gt 7 &sf 481 gar| ursrar-sird 31 g1 &t
R guf 31de Uget g1 SifaRerd Siterendi 41 thigell & folg Iuered g1 aueR 3 a9t deh o Q1 8141 9 8, [Afga

EEl

Your task. Correct the office error without favouring the loudest applicant. Decide what to do now
and what to say at 3 p.m.

STIhT HTH | GI ST IS aTet 3TTdGeh ohl &l forg fomT i i et GurR | a7 o foh areft o aveen g 8iR

gIgR 3 a9 T IdHT 8l
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2 Use five familiar El components
2 i yRRF El Teeh! &1 SUANT e

Emotional intelligence means recognising and understanding emotions and choosing a thoughtful
response. Use these familiar component labels to organise your answer; a list of labels alone does
not explain a decision.

HITH fGHTT H HIGATS hl UgATI, THSHT 3R Gig-gHsTeR ufafehdr T e g1 Sk gafedd & & foig
g9 gRRIT Ueahl &l ITTNT &x; chaed I A1 A § fRofa o1 R @ T8f gia

Self-awareness. Notice: “I feel embarrassed because my office is criticised.” Ask whether that
feeling is pushing you towards punishment or an unjustified favour.

SHTH-STRhdT | UgdTH: “ShiaTard chl STTelraT ° gt el 7gqd 8t W6t g1” Siid foh ag 91a-T SiTueh! §8 34 a1
ST UsTuTd <Rt SR ot 18 o ST @

Self-regulation. Pause, let the citizen finish and check the file. Do not threaten rejection or retaliate
later. Feeling anger does not by itself mean failure.

HTH-Fraw=1 3, AR ! a1d T oA & 3R wige ST | 31ded @RSt et dhl gHech! 1 & 3R a1e # agar 7 o |
ThIY HEYH BT 3TUH-3MTT H SFETheldT 78! 8|

Motivation. Keep the purpose in view: a fair review and a corrected record. Do not mark the
grievance resolved merely to improve a dashboard or win praise.

Sf AR IL=T &= H 3@ suet Sira 3fR Tat SifHeRa | had Slichs Sgar [ a1 Uik U o oy fReprad ot
fAreaiRd &<t T &

Empathy. Ask what happened on earlier visits and what the delay has cost. Summarise the answer
and invite correction. Understanding the citizen does not prove eligibility or every allegation.
A1 7B o el IR R g 3R &30 & o1 WA §8 1 IR hl AR TdTeh GUR ATHBA R | ATR i a1
GHSA § UTSIdT A1 8 SR Hel Rigg 78l gl

Social skills. Explain the checks and receipt order in clear language. Assign the indexing correction
and verification to responsible staff; confirm that the tasks and update time are understood.

AT LT | ST SR IT-2hH TReT T & GHTY | SEaTaS-Get GURA 3R FeTu ol & fieR darial
I &; gAfPd o for m ok RS 99 o1 979 e 8|

Boundary. These actions cannot supply missing staff, replace evidence or guarantee integrity. A
polite conversation cannot justify hiding the error or suppressing the complaint.

11 37 eHT T HHTATRAT hl T STUA-3MY G 61 BidT; A T1&T I VIF o) o 3R TSI Fi TR 781 & | fam
T et UM a1 fAerad gam @l IR 78T FAret |
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3 Separate evidence and compare options
3 918g 31T e 3R faehey urd

Classify the statements. A: “The citizen raised their voice.” B: “The citizen says they are worried
about tomorrow.” C: “The citizen intends to intimidate us.” Which is an observation, a reported
feeling and an inference?

AT T FAfferor A1 A; “ARTReR 3 S 31marst & a1d 1”7 B: “ARTRe chgdT & foh 39 et bt Riar 817 C; “amiies
&H ST TTEAT 817 S0 STaciichH, SdTs 718 {1 3R STH hiv-8 g7

Answer. A is an observation; B is a reported feeling; C is an unverified inference about intent. In this
case there are no threats. Loudness alone does not establish intimidation, entitlement or
dishonesty. Ask an open question and verify records rather than guess motives.

IR A 3R 8; B IdTs 718 1T 8; C I8 o aR H IUHTO SH &1 39 IaT0T H gk 78l 81 hael St
JTATST & S I SICT, YT AT SSH [Rieg Aol gidl | SET I A TR oh Sl Gell UH U 3R e S|

Option A: approve immediately. It may end the argument, but leaves eligibility unchecked and
displaces earlier applicants. Reject it: pressure is not a valid priority under the given policy.
farrea A: gia S| I69 ST 8l Gahdt 8, Afch UTsaT-sirg gt SR qR sdedh NS g1 | 38 SR e & &8
Hifa 7 gara wrafAedT @1 YR T8 1

Option B: dismiss the grievance and ask the citizen to return another day. This avoids an
uncomfortable discussion but leaves the indexing error and uncertainty unresolved. Staff absence
explains difficulty; it does not make this response adequate.

farerea B: fYsrrad areen fohefY 3R e S1_ R ehgaTI e araiia eardt €, feh ufaf® &Y mrad) ofik srfRfgaar
ST TGl g | shHITiRaT Y SruiRAfa ehfSTE T §; SHY g SR ugitd gl gt S|

Option C: listen, correct the index and use the backup verifier fairly. This requires coordination
and cannot guarantee approval. Choose it: it addresses the verified error while retaining checks and
receipt order.

e C: g1, exardr-gt guren oiik sifaRaa Sitasat &1 fsaar Iuahm sod ga=ag =gy ok d@sdt
TRE 81 81 T8t . AU Tt GURT 8 3R Siid 4T UIftd-shi S & g

Reasoning test. How does C address all three groups?

Answer: A checked status and corrected index address the citizen’s problem; backup verification
helps the understaffed team; receipt order protects earlier applicants. None of these actions
removes the eligibility check.

ah R FEE | C Fi=T gadl o1 e v Radr 87
ITR: Sird! g8 R Fam 3R Gt gura & AnTRes 6 a9 W &M gidn 8; StfaRer Sifend evr=nial & st 7
HEG el 8, UITG-shH QR 31Tdcen! bl fad Sarar g1 fohet +ft sher & ursIdT-Sita GHT 6! gl
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4 Decide and keep the update promise
4 fAofa & SR =T &1 arer Aamg

The decision. Acknowledge repeated visits and apologise for the verified indexing error. Have the
clerk correct the index. Assign the backup verifier to the three files in existing receipt order.
Approval remains conditional on satisfactory checks. Record the complaint without requiring
withdrawal and give a written status note.

ol aR-aR e Y R R SR Feafta ufaf® i et & forg &mn A | Rt @ S -gE gurad|
SifaRed STiaehdf et Hisiar uiftd-shr | T thigel Hig | HS ddtvsies Sitg 0R AR 3giit| fR1ehraa arae o & <rd
o fa T I8 & e SR farfea feafa &)

A possible response. “Your document is in our paper file; we failed to index it. I am sorry for that
error. We will correct the entry and have the backup verifier review the files in receipt order. I will
give you a status update by 3 p.m., even if checks remain incomplete. I cannot promise approval
before checking eligibility. You can ask me to review an unresolved status dispute.”

HYTfAd IR “IATUHT AT HFTSI HIgel | §; BH 39 Gt H &Sf A6l e UTY| §9 Teld! o felg &/ argdn g1 gH

gfafe gurh ok sifaRexd Sitaerdt @ WIftd-shd | thigel Sigared | Sira s 14 R+t 7 SlugR 3 9ot dah suen! A
ARG | YTl e foHT HSdt T aTaT <18 o Geha| e deieft foare 7 gerst at oima g1t geften | gond €17

At 3 p.m. Give the result if available. Otherwise state exactly which check remains, who is handling it
and when the next update will be given. This is a promise of information, not guaranteed approval
or a certificate.

ghagr 3 a1 | URUMH IucTey g1 at FdTC | AT TWE e foh pl=-3t ST amehl 8, i oh 38T @ 3R S1Telt a1 e of
Q| T8 AT S T aTeT 8, HSR! AT UHTuTS <hl TRET gl |

Follow through. Check that earlier applicants were not displaced, the index was corrected and the
update was delivered. Review the indexing failure and absence cover with staff. Do not close the
grievance merely because the citizen left or became quiet.

3t i FRATE| ST 6 R srrdees N T8 gu, ara-ge! gudt ok fRfq sars 751 raRal & ary ufafe &
Ieh YT U A hri-caert i Gften | haet AR & Tt ST a1 20id g1 & fAeprad &g 9 &L

Conversation rule. Ask people to speak one at a time, but do not make a calm tone a condition for
registering the grievance. Listen without pretending to know anyone’s mind.

T hT fAaH| I-IR=Y Sl &l ahg, AAfch AR &St e o folT *1Td WR &t =1 7 & | fopdt a1 79 ST+ &t
arer fohg fomm g
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5 Check your reasoning

5 3TYHT deh SArd

1. Does the citizen’s anger prove that the demand is valid?
Answer: No. Acknowledge the emotion, then examine the documents, eligibility and policy. Empathy
and verification work together.

1. T AR hT shiel IHhT AT Hal g hl THTUT 872
IR Al | 91T TR, fOhe axdTat, ursidr $iR Afifd Sifd | FeTgfd ok T+ a1 s aed €|

2. Should correcting the office error move this application ahead of the two earlier complete
applications?

Answer: No, under this case’s policy. Repair the error and use backup capacity while retaining
receipt order. Error correction does not authorise queue-jumping.

2. T AT hY el GURA & hRUT I 3HTde <t &t YR YoT 3T1de-l § Ugel 3@ S1g?
ITR: 3 IaTgT el et H 8T | TTelelt R 3R UTftd-shr §1Y 3@ gQ StfaRert &dr vy TTetet R & & diga
1 HfARR g1 fAeTar

3. The supervisor feels angry but does not retaliate. Has EI failed?
Answer: No. Recognising the emotion and selecting a fair response demonstrates awareness and
regulation. Never feeling anger is not the test.

3. iderch i 7YY ohdl 8, TR J&all ol oidT| T E] 31thel 617
IR el | |11 ugaTeR: fsaer ufdfehar 9= STiReenar $iR g gifar 81 &t shter 7 3111 shdld 78t 8|

4. No certificate is ready at 3 p.m. What must still happen?

Answer: The promised status update. Identify the pending check and responsible person, and give
the next update time. Do not invent a completed decision.

4. TUER 3 S5t UHIUTGS dOR el g fhe oft oram e 87

IR d1e & AR RS Farh g1 S, iR aafewt iR SiTedt Yo ol T TE &e | 3R FAofg ot grr a
Eoidl

5. A calm officer hides the indexing error to protect the office. Is this integrity?

Answer: No. Composure does not justify concealment. Keep the record, explanation and remedy
truthful; do not pressure the citizen to withdraw the complaint.

5. SMid STfARRT hraferd $i Sfd TaM & forg ufaf® &t red! furar 81 o ag gafasT 8?2

IR Al | 999 a2 U ot 3R gl sran| sifielg, WEieror SR guR = d; ATRes IR fARra arad i+ et
SS9 STed |

Practice with a partner. Rehearse the response on page 4. Ask where you interrupted, guessed a

motive or promised too much. Repeat with one correction, then check both fairness and follow-
through. This is a learning exercise, not a diagnostic test.

a1t & |TY AT | U 4 I IR et o€ | I foh 31U+ gl a1 I, e 714 forar ar s1fde arer fhari g
QYR o A1y agxrg, fOhe fsaerdr SR St il Rars &l siid | ag ke a1 19T &, AgT=eh U<iefor =igl|
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6 Write a reasoned Mains answer

6 T&I UM i dhyef IR fad

Original practice question. Explain how emotional intelligence can improve administrative
decision-making without replacing impartiality. Illustrate with the fictional service-centre case. Write
in 150 words. This is not a UPSC previous-year question.

Hifereh 19ATH US| TS JfGHT saerar 1 @M forg fomm uemafaes fAufg st hd Sgar a1 dehdt 8?2
HIceh YaT-chg oh I&T80T § GHSST| 150 el § IR ST 1 ag UPSC & fUset ayf o1 u%t 781 8l

Model answer in English
Emotional intelligence helps administrators recognise emotions and choose thoughtful responses.

Its value lies in improving how evidence is gathered and decisions are communicated, while
impartial rules determine entitlement.

In the fictional service centre, the supervisor notices irritation, hears the citizen's account and
checks the file. The missing index entry is corrected, but approval is not granted merely because the
citizen speaks loudly. A backup verifier reviews the three applications in receipt order. The
supervisor apologises for the verified error, records the complaint and promises a status update
rather than an unverified outcome.

This combines self-awareness, regulation, empathy and coordination with fairness. Staff pressure is
acknowledged without excusing bypassed checks. Follow-up establishes whether the promised
update occurred and the error was repaired.

However, composure cannot guarantee integrity or supply missing resources. Emotional skills must
remain accountable to evidence, truthful reasons and equal treatment; silencing a complainant
would defeat their ethical purpose.

arreef IR fgdt &

TTATH FfGHTT SHTABRY et WGV Ugaehe TI9-THgTehR UfAfehaT T & Tgraar &t 81 399 187 Sl 3R

ol T o1 IR R Tordr §, Stafcs urar fAsaer et @ aa gidt 81

HIafIeh the | THdeTeh FSTITge Ugamidl &, AN ol Ul GdT g 3R higel SiradT g | Bt Ufafe e St 8, )
St SISt eh hRUT HoR g fAerdl | sifafRer Sitaehdf il s uiftd-shn | Siiadr &1 udderess gaarfid TTerd! &
forQ e givar €, FRAepraa gt &xar g 3R uRume & goma f[RAfT a1 arer w=ar gl

THH IMTH-STReehdl, g, FAgYfd 3R Ir=ag & 919 fAsqerar Jedt 81 haniRal W qare WiehRAT Siid Bigd @l
G g a-dT| FHter Sardt g foh arar e SR et gt ar =8|

Ui SO GafAsT a1 SHreEl hY TRE A 81 HIaATHS i H1gd, T hRUN 3R THH HagR & A IE;
fRrerrad a1 It Afdeh I fAha S|
Word check: English 150; Hindi 150. Counts use whitespace-separated words; headings and question are excluded.

reg Siter: S 150; ffdY 1501 R = @ arent 2reg i 1 € 2fifar afik wer anfae =1 &1
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